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ABSTRACT 
Star rated hotels are great contributors of Gross Domestic Product in Kenya. It records 
approximately KES257.4bn (3.7% of GDP) in the year 2017. This is forecast to rise by 6.0% to 
KES272.8bn in the year 2018. However, the star rated hotels in Kenya have not emerged very 
strong and its performance is behind as compared to its economic peers that includes South 
Africa, Morrocco, Nigeria and Mauritius. The poor performance of the Star rated hotels has 
consistently missed the government revenue target. The purpose of the study was to determine 
the influence of transformational Leadership style on Operational Performance of star rated 
hotels in Nairobi. The study objectives were to determine the influence of leader competence, 
effect of communication, influence of motivation and effect of individualized consideration on 
operational performance of star rated hotels in Nairobi. The study was informed by theory of 
Transformational Leadership, Taylor’s Motivational Theory, Fredrick Herzberg’s Two Factor 
Theory, Resource based view (RBV) and Communication accommodation theory. This was done 
by expounding on how the theories relate to transformational leadership styles and operational 
performance. The study adopted a descriptive research design. The study population target was 
10,420 employees in star rated hotels in Nairobi County. The sample size was 385 respondents. 
The study used questionnaires to obtain data. Data was presented using tables, charts and figures. 
Regression results showed that leader competence and operational performance are positively 
and significant related (r=0.111, p=0.030). The findings further revealed that communication and 
operational performance are positively and significantly related (r=0.131, p=0.007). It was 
further established that motivation and operational performance were positively and significantly 
related (r=0.315, p=0.000). Similarly, results showed that individualized consideration and 
operational performance were positively and significantly related (r=0.138, p=0.005). Based on 
the findings above the study concluded that leader competence, communication, motivation, 
individualized consideration significantly influence the operational performance of star rated 
hotels.  The research project will provide the government with eye opening and strategy-
strengthening ideologies that would enable it provide effective legislative and policy-making 
structures that would support and enable hospitality service providing firms to be more 
productive. The students and academic scholars will use this study as a basis for debates on the 
transformational leadership style and operational performance of star rated hotels in Kenya. 
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OPERATIONAL DEFINITION OF TERMS 
 Communication:                 This is the relaying of information and data among the management, 
employees and customers of the star rated hotels. 
Hospitality industry:           Is a broad group of businesses including the star rated hotels that 
provide services to customers. It is focused on the satisfaction of 
customers and providing specific experiences for them. 
Individualized Consideration: Is a logical structure of the star rated hotels that is established to  
organize policy documentation into groupings and categories that 
make it easier for their employees to find and understand the 
contents of various policy documents. 
Leader Competence:       This is leadership abilities and practices that lead to predominant                
performance of star rated hotels.  
Motivation:                          Inner and outer components that stimulate desire and vitality among 
employees of the star rated hotels. 
Operational Performance:     Is the alignment of all business units within the star rated hotels 
to ensure that they are working together to achieve core business 
goals. 
Star rated hotels:            They are those hotels which are rated regarding to their value, 
amenities, and overall potential for customer satisfaction. 
Transformational leadership: It is a practice in the star rated hotels in which leaders and 
juniors assist each other with advancing to higher degree of 
motivation. 
                                                                         1 
CHAPTER ONE 
 INTRODUCTION 
1.0 Introduction 
This chapter presented background information on the influence of organizational leadership on 
operational performance of star rated hotels both on a local and global perspective. It also helped 
to paint the picture of the overall study by giving an overview of the variables in the study that 
include the influence of leader competence, communication, motivation and individualized 
consideration on operational performance of star rated hotels in Nairobi as a foundation of the 
study expectations. It laid down the objectives, research questions, and the significance of the 
study, limitations and scope as well as explicitly showing the problem that the study intends to 
solve. 
1.1 Background of the study 
Leadership is a situation where one individual influences others to act in a certain manner for the 
common good of an organization’s objectives (Wang, Chich-Jen & Mei-Ling, 2010). Leaders 
help organizations achieve set objectives by directing the operations through influencing their 
followers (Puccio, Mance & Murdock, 2010). They determine how well the resources of an 
organization are utilized towards realization of organizational objectives (Wambui, & Koome 
Riungu, 2011) Leadership styles refer to systematic patterns of behaviour engaged by 
organizational leaders when dealing with other employees. Some of the commonly 
acknowledged leadership styles are transformational and transactional leadership styles (Sumers 
& Hyman, 2015).  
This study focused on the organizational aspects such as leader competence, communication, 
motivation and individualized consideration. Effective leadership likewise includes inspiration, 
administration, motivation, compensation and analytical abilities (Musau, Wagoki, & Karanja, 
2013). When all these are available, the firm record expanded worker satisfaction that decidedly 
impacts the efficiency and the performance. The positive effect of leadership on organizational 
performance was measured by a few specialists (Sila, Ebrahimpour, 2015) through HR (turnover 
rate and employment execution), authoritative viability (cost and quality) and money related 
execution (piece of the overall industry, benefit, and return on resource) (Kiprutto, Wambui, 
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Koome & Riungu, 2011). To expand the hierarchical execution a pioneer must be able to 
advance innovativeness and development, empower the subordinates to challenge their own 
particular esteem frameworks and enhance their individual execution 
Transformational leadership is a type of leadership that brings about change in the way things are 
done in an organization (Hill, 2014). It is the most embraced kind of leadership as it helps both 
the leader and follower to advance their commitment and productivity in an organization 
(Fletcher, Uhl-Bien & Ospina, 2012). Transactional leadership is a leadership styles in which 
leaders have absolute power to make key decisions concerning the organization over their 
subordinates to an extent that subordinates are left with little opportunity to contribute to key 
decision-making process (Sumers & Hyman, 2015). Transactional leaders put more emphasis on 
the processes as opposed to putting much emphasis on forward thinking to come up with new 
and better ways of achieving set objectives. 
According to Kigundu (2015), operational efficiency refers to an organization capability to 
deliver high quality products and services in the most possible cost-effective manner. 
Operational efficiency is achieved by reorganization of core processes to effectively and 
adequately respond to the dynamic market forces in a lucrative manner (Musau, Wagoki, & 
Karanja, 2013). Organizations strive to minimize redundancy and waste by leveraging on most 
used resources to attain success as well as to utilize the best of its workforce, technology and 
business processes in their attempts to attain operational efficiency (Buckman, Crawford, LePine 
& Zhang, 2015). Through reduction of internal costs, firms can be able to achieve higher profit 
margins as a result of attainment of operational efficiency (Scheraga, 2014). Operational 
efficiency is an imperative component in the attainment of optimal organizational performance 
as well as long-term sustainability of firms in the long run. 
Strategy plays a noteworthy part in worldwide completion of a service industry. Keeping in mind 
the end goal of profitability, service industry, for example, hotels need to interface and 
consolidate their operations procedure to their business strategy. Neglecting to do this may 
interfere with their competitive advantage (Dangayach and Deshmukh, 2016). Similarly as in any 
industry, service industry requires a compelling operations system. The basic role of service 
operations system is to make an incentive to clients as far as quality, cost, and time (Haksever, 
2014). In this manner, to give these qualities, service operations technique ought to consider the 
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service procedure inside the firm over a wide scope of practices and additionally the results of 
the procedure (Buckman, Crawford, LePine & Zhang, 2015). Training alludes to build up 
frameworks and practices in an organization. 
Kenya is a standout amongst the most well-known tourism destinations in Africa and tourism is a 
key foreign exchange income earner for the nation. Kenya's hospitality industry is established on 
the nation's rich wildlife (Sindiga, 2015), in spite of the fact that coastal hospitality industry 
along the Indian Ocean drift is presently similarly important. Without a doubt, the beach regions 
produce the most noteworthy number of bed occupancies, especially from Germany and the 
United Kingdom. Sindiga (2013) noticed various different resources and attractions that could be 
additionally created to enhance the business. Guests to Lake Nakuru National Park increased 
from 253.5 thousand in 2012 to 262.5 thousand in 2013 (KNBS, 2014). 
1.1.1 Transformational Leadership  
Leader competence endeavor to impact followers' moral behavior by setting moral standards and 
considering followers' responsible to those benchmarks using prizes and training (Edwin, Ouma 
& Lucas, 2012). Such training is geared towards the optimizing utilization of human resources, 
hence aiding the employees achieve organizational goals (Adeniji, Osibanjo & Abiodun, 2013). 
Workplace ethics training is important in this study since it is highly recommended for fostering 
a trustworthy working environment.  The workplace ethics training assists the company realize 
its goals as set in the strategic plan (Nzioka, & Njuguna, 2017). 
Increased communication for organizations fosters brand awareness and often improved 
customer service. The findings from the study by Dimarogonas (2010) echoes that of Han & 
Windsor (2011) who have both viewed trust as an important aspect in influencing consumer 
perceptions. Ensuring evident fairness in the pay system and effective communication about the 
total rewards offered, which then cannot be dismissed by employees as cynical attempts by the 
organization to keep overall pay low (Nzioka, & Njuguna, 2017). 
Motivation of the staff improves performance of the organization (Wambui, & Koome Riungu, 
2011). Indeed, it is possible that changes to the total reward structure intended to increase 
motivation will decrease organizational engagement if not dealt with very carefully and in a 
manner perceived to be fair, particularly in terms of pay reforms (Mokaya, Musau, Wagoki, & 
Karanja, 2013). Pay progression systems, especially those linked to performance, can potentially 
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be used to motivate employees, but if employee do not believe in the process, it can demotivate 
(Armstrong, Brown & Reilly, 2010). 
Individualized consideration is the consideration of individuals into the change procedure of an 
association. These emerges the need to analyze their desires, needs, qualities and capacities in 
the correct way. This sort of movement prompts larger amounts of trust in the leader. Thus, other 
than a worldwide picture, a transformational leadership must recognize what propels any of his 
colleagues separately (Kiprutto, Wambui Koome & Riungu, 2011). Human wishes and needs are 
distinctive. Some need sureness, some need energy and change; some favor cash, and some extra 
time. The leader, who knows about the distinction needs and wishes of individuals, has a chance 
to utilize every one of those diverse requests in the correct way (Zhu, Avolio, & Walumbwa, 
(2016). By their conduct, transformational leadership exhibit acknowledgment of individual 
contrasts and dole out the undertakings as per their own affinities. Taking after the advance in 
playing out the individual errands, a leader gets a photo of consistency (or abnormality) of his 
own activity of individualized thought (Bass and Avolio, 2015). 
1.1.2 Operational Performance 
One of the most imperative aims of a company's management is to maximize the present and 
future financial and operational performance because they impact the market price per share and 
consequently, shareholders‟ wealth (Gill, 2014). Operational efficiency is the key determinant 
for long-term solvency for any business, in fact, firm-specific determinants of financial 
performance involves operating efficiency and financial risk. According to Bhagwat, and Sharma 
(2015) the operational efficiency concept has become of concern due to increased competition, 
business processes and new technology evolution (Peterson, Smith, Martorana & Owens, 2014).  
Whenever there is increased uncertainty, business establishments may decide to diversify their 
portfolios and/or raise their liquid holdings in order to reduce their risk. Because of the intense of 
change in the business operation environment, firms face serious competition and that is why a 
good operating performance is critical for successful business (Goyal, 2012).  
Improving operational efficiency has direct impact on the organizations profit margins and 
efficient firms are more cost-effective (Dangayach and Deshmukh, 2016). The operational 
efficiency aspect for any type of business is vital and must be considered by managements in 
order to earn healthy and sustainable financial performances (Sufian, 2016). For an economy to 
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grow, money needs to shift from less to more productive undertakings especially through 
investing the idle coinage and savings. This calls for the government to encourage and ensure 
borrowers and lenders of money are brought together at a low cost, civil education be provided 
to the public on how to invest as individuals or together as a group (Kuria, Alice & Wanderi, 
2016). Further, facilitation of upright management of companies, provision of financial solutions 
to common problems and raising of money to expand business activities, create employment and 
generally help the economy to develop. 
Brealey, Myers and Marcus (2016) indicate that organizational performance can be measured in 
terms of profitability, liquidity, solvency, financial efficiency and repayment capacity 
(Dangayach and Deshmukh, 2016).Profitability is the measures of the profit generated by a firm 
by its productive assets; liquidity measures the ability of a firm to meet its obligations when they 
fall due; solvency measures a firm ability to pay all its financial obligations if all of its assets are 
sold (Eng'airo, 2016). Therefore, a firm organizational performance can be measured using net 
income or net operating income, its assets performance or even its cash flows (Albloshi & 
Nawar, 2015). 
1.1.3 Hospitality Industry in Kenya 
Hospitality economic sector is a service-giving sector, which evolved in line with the coming of 
transportation industry and start of trading (Kamau & Waudo, 2014). It is one of the oldest 
professions and is major economic activity all over the World. Kenya contributed 509,000 jobs 
in 2007 and forecast that the industry will contribute 628,000 jobs in 2017 (KNBS, 2016). This 
steady growth in the sector shows that it is contributing a lot for the general economic 
development of the Country (Sindiga, 2015). One of the industries in the Hospitality sector is 
Hotel industry. It is part of Hospitality sector which includes the rated hotels (Kamau & Waudo, 
2014). Hospitality industry in Kenya present diverse range of services to suit tests of customers. 
Class, elegance, ambiance and quality services are the major distinguishing factors of the hotels. 
Hotels in the industry are operating in high competition (Ngari & Muiruri, 2014) 
Companies operating in the Hotel industry are facing higher competition in the market for skilled 
labor in the Hospitality profession and for market share (Kuria, Alice, & Wanderi, 2016). 
Customers’ expectation and preferences are also increasing from time to time. Because of these 
and other globalization factors, companies should revise their strategy and invest more amount of 
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money in their premises to compete effectively (Kamau & Waudo, 2014). They should identify 
their core competences and unique resources to adopt positioning strategy to get competitive 
advantage in the high competitive market in the industry (Ngari & Muiruri, 2014). The entity in 
charge of determining the conditions by which hotels will be accountable and which will 
determine whether they receive one or five star is the World Organization of Tourism (Johanna, 
2014). Hotels assessment is based on the facilities they have and the service quality they offer. 
1.1.4 Star Rated Hotels in Kenya 
In Kenya, classification is done in line with laws and regulations stipulated by the East African 
Community (EAC) Classification Criteria, thus ensuring a standard procedure for properties in 
the region (Mbuthia, Muthoni & Muchina, 2016). Classification and rating creates uniformity in 
the hotel industry as there are common elements in every class that a client can expect ranging 
from the type of services to facilities offered (Kiseli, Senaji, & Eng, 2016). The rating of hotels 
fall under the Hotel Regulatory Authority (HRA), which is mandated to classify hotels into 
classes in accordance with standards and principles, which the board determines, and reflect 
international practice (Wadawi,  Bresler & Herbst, 2015). 
Hotels are classified based on different system of classifications. The star classifications system 
of Hotels is common in many countries (Mbuthia, Muthoni & Muchina, 2016). The higher the 
star rating of the Hotel indicates the higher luxury (Kiseli, Senaji, & Eng, 2016). Hotels in Kenya 
are classified in star rating system that includes 5-star the higher luxury, 4 -star Hotels, 3-star 
Hotels, 2-star Hotels and 1-star Hotels (Kuria, Alice & Wanderi, 2016).  There are 40 star rated 
hotels in Nairobi (Appendix V) (TRA, 2016). The process of standardization and classification 
of hotel rating is however not as straightforward as the bodies involved weigh specific properties 
(Kamau & Waudo, 2014) against outlined metrics ranging from obvious features such as a 
working phone and Internet connection to non-obvious traits such as staff dining space and the 
condition of their uniform (Kareithi, 2016).  
1.2 Statement of the Problem  
The star rated hotels in Kenya have not emerged very strong and its performance is behind as 
compared to its economic peers that includes South Africa, Morrocco, Nigeria and Mauritius. 
According to the Kenya National Bureau of  Statistics (2016), visitors to Kenyan hotels 
decreased by 51.9% since 2011’s 2.9m nights to just 1.4m nights in 2016 (Mukwate Ngui‐
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Muchai & Muchai, 2012). This brought the average annual occupancy rate to a new low of 
29.1% in 2016, down from 31.6% in 2014 and 40.3% in 2011. The poor performance of the star 
rated hotels have consistently missed the government revenue target. The hospitality sector is 
one of the industries, which have been strongly affected by globalization and thus the increasing 
competition rises the need for leadership to create a competitive edge (Wadawi, Bresler & Herbst 
2015). 
It is not fully understood precisely how transformational leadership is developed especially in the 
star rated hotels (Echakara, 2011). Little is known about the attributes of leaders in this sector, 
the styles of leadership they embrace, or the strategies they are now using to address the 
challenges of complexity (Eng'airo, 2016). It is important to the field and profession to explore 
which leadership characteristics of hospitality industry are valued, why, and how they rank those 
in identifying sectorial leaders.  
The rapidly evolving character of the hospitality industry system suggests that these 
characteristics may be contextual in character (Kamau, & Waudo, 2014). However, attaining 
such insights will aid both in charting the forms of transformational leadership now in evidence 
among hospitality industry stakeholders while also helping to identify strategies that future 
leaders may employ at various levels to encourage performance in hospitality industry (Kareithi, 
2016). This study sought to cover this area that has not been researched on hence the study 
sought to plug that gap.  
1.3 Objectives of the Study 
1.3.1 General Objectives of the Study 
The general objective of the study was to establish the influence of transformational leadership 
style on operational performance of the star rated hotels in Kenya. 
1.3.2 Specific Objectives of the Study 
The specific objectives of the study were; 
i. To establish the influence of leader competence on the operational performance of the 
star rated hotels in Kenya. 
ii. To determine the effects of communication on the operational performance of the star 
rated hotels in Kenya. 
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iii. To establish the influence of motivation on the operational performance of the star rated 
hotels in Kenya. 
iv. To assess the effects of individualized consideration on the operational performance of 
the star rated hotels in Kenya. 
1.4 Research Questions  
They study was guided by the following questions; 
i. How does leader competence influence the operational performance of the star rated 
hotels in Kenya?  
ii. What is the effect of communication on the operational performance of the star rated 
hotels in Kenya?  
iii. What is the influence of motivation on the operational performance of the star rated 
hotels in Kenya? 
iv. How does individualized consideration affect the operational performance of the star 
rated hotels in Kenya? 
1.5 Significance of the Study 
The result of this study is instrumental to researchers and scholars, as it will form a basis for 
further research. The students and academic scholars will use this study as a basis for debates on 
the transformational leadership style and operational performance of hospitality industry in 
Kenya. 
Hospitality industry stakeholders including the government through the ministry of Tourism, 
Kenya Tourism Board, legislators, tour operators and agents, hoteliers and others will find 
recommendations in this research useful when formulating marketing and other promotional 
strategies intended to woo Kenyans into becoming consistent domestic tourists.  
1.6 Scope of the Study  
The scope of the study was based on the star rated hotels in Nairobi. The hotels that were 
focused are the 40 star rated hotels in Nairobi (Appendix V). Investigation was limited by the 
study variables of leader competence, communication, motivation, and individualized 
consideration. The study used questionnaires to obtain quantitative data for analysis that was 
further validated by conducting pilot test. The study population target was about 10,420 
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employees in star rated hotels in Nairobi. The study used a sample size of 385 employees as a 
unit of observation. This study was carried out between January and August 2018. 
1.7 Chapter Summary 
This chapter introduces research project and defined the background of the study and statement 
of the problem. It follows further by briefly stating the purpose of the research work. The chapter 
also presents the research questions that are used to guide the study as well as examine the 
various factors responsible for the existing problem. The significance of the study and the scope 
has also been presented within the chapter.  
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CHAPTER TWO  
 LITERATURE REVIEW 
2.0 Introduction 
This chapter presents a literature review for the study. The chapter captures the various theories 
that inform the study, the empirical review and research gaps. 
2.1 Theoretical Literature Review 
The theoretical review sought to establish some of the theories that are attributed by other 
researchers, authors and scholars and are relevant to employee performance. The theories that are 
relevant to this study include the theory of Transformational Leadership, Taylor’s Motivational 
Theory and Fredrick Herzberg’s Two Factor Theory.  
2.1.1 Theory of Transformational Leadership 
Hou (2001) characterized change as a connecting of leadership technique and mental angles 
which can lead a general hierarchical change. Bass (2009) contended that leaders can make their 
adherents to comprehend the qualities and the significance of their work, and can persuade the 
leadership objectives bridge their own advantages. Besides, leaders can lead a more elevated 
amount of mental needs to supporters and inspires their responsibilities regarding the association 
consequently (Jiang, 2002).  
Bass (2009) recommended that there are three elements that decide the behavioral parts of 
transformational administration: allure/motivation, scholarly incitement, and individualized 
thought. MacKenzie, Podsakoff and Rich (2001) planned the first hypothesis of transformational 
authority. He characterized transformational administration as a procedure in which "leaders and 
supporters raise each other to larger amounts of profound quality and inspiration". 
Transformational leader develops the necessities of adherents in a supporter focused way and is 
responsible to the devotee. Burns (2007) fought that adherents are driven by an ethical need, the 
need to champion a cause, or the need to take a higher good position on an issue. Also, 
transformational leaders enable adherents to bode well out of irregularity and strife is essential in 
making choices and to roll out improvement conceivable. The procedure of change is established 
on sympathy, comprehension, understanding, and thought; not control, control using, or pressure.  
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As indicated by Bass (2006) this characteristic incorporate admired impact that depends on the 
behavioral qualities of a leader. Bass and Avolio (2009) contend that this conduct of a leader will 
advance his supporters' dedication with a specific end goal to tap their maximum capacity. 
Persuasive inspiration property of leaders is the capacity of a leader to pick up supporter’s 
certainty through correspondence of his desires, vision and qualities. Another characteristics is 
the scholarly incitement which alludes to the capacity of a leader to invigorate his adherents to be 
more inquisitive and innovative in considering and critical thinking. As indicated by Bass (2006) 
and Bass and Avolio (2009) scholarly incitement is making an empowering domain for 
advancement, innovativeness and constant learning. Ultimately, individualized thought where the 
leader goes about as a tutor or mentor by offering help for the individual needs and improvement 
for representatives.  This theory is relevant to this study since it informs all the independent 
variables in the study, these are, leader competence, communication, motivation and 
individualized consideration variables. 
2.1.2 Taylor’s Motivational Theory 
Frederick Taylor invented this theory ( 1911) . As indicated by Taylor's examination, individuals 
worked only for cash. In the early years of the auto get together industry take a shot at a 
generation line depended on creating amount and was tedious. Specialists were paid 'piece rate', 
that is, paid for each work done (Hogg, 2014). This approach of paying workers by results was 
good for the business. The result was more noteworthy generation yet gave little open door, 
support or time for workers to have a problem solving attitude or be imaginative in what they 
did. This sort of pattern constrained individuals' improvement and their utilization inside the 
organization.  
Workers are more propelled in the event that they feel content in their work. This frequently 
happens when their employer makes a decent workplace where representatives feel esteemed, by 
and large through expanded correspondence and being requested their conclusions. 
Representative inspiration is additionally liable to be higher if the organization puts resources 
into its staff through training and development (Spence & Spence, 2013). Thus, this uplifts their 
insight, aptitudes and their feeling of occupation satisfactions.  
This theory is relevant to this study since it focuses on one way of motivating employees. 
Taylor’s motivational theory informs motivation variable. It postulates that the approach of 
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paying workers by results is good for the business thus leading to an improvement in employee 
performance that may lead to improved productivity. 
2.1.3 Herzberg’s Two Factor Theory  
This theory was postulated by Herzberg (1959). Bassett-Jones, and Lloyd, (2005) argued that 
employees are motivated by two factors, motivator’s factors and hygiene factors. In other words, 
motivation is internally generated and is propelled by variables that are intrinsic to the link in 
which Herzberg termed the motivators. These intrinsic variables include advancement, growth, 
recognition, work itself, achievement and responsibility. On the other hand, Herzberg noted that 
certain factors induce dissatisfying experiences to employees and these factors largely result 
from non-job related variables called extrinsic variables. Herzberg (1959) termed these variables 
as hygiene factors which although do not motivate employees, nevertheless, must be present in 
the workplace to make employees happy. These dissatisfies are salary, co - worker relationships, 
company administration policies, supervising or management styles and work environment 
(Armstrong, 2010). 
According to Herzberg (1959), motivation would only occur as a result of availability of intrinsic 
factors and lack of motivation means the employees would likely not stay (Louie et al., 2009). 
Alternatively, where extrinsic factors do not give motivation for improved performance of the 
workforce, it does not mean that employees have to work and live in bad working conditions 
(environment) because this may result in reduced vigor to give their best and to achieve 
productivity. Indeed, unpleasant working condition is a recipe for the workers to start deserting 
their workplace for another employer (Jones, Tang & Haven, 2005).  
Therefore, the theory was relevant to this study as it informs the individualized consideration 
variable. Human resource managers need to consider the employee welfare. Studies (Sunderland, 
2004, Ng'ethe, 2014) show that extrinsic factors (competitive salary, good working environment, 
job security and intrinsic factors (training, development, job, career opportunities, challenge 
work) have an indirect influence to organizational performance. 
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2.1.4 Resource based view (RBV) 
Resource based view (RBV) was postulated by Penrose (1959). Resource-based view views the 
firm as a bundle of assets and resources that can create competitive advantage if employed in 
distinctive ways (McIvor, 2009).The resource-based perspective holds that the possession of 
certain resources and capabilities defines what the organization will do and what it can obtain 
from outside parties. This view recommends that to increase competitive advantage, an 
organization must concentrate on those exercises that constitute the core capabilities and 
outsource the more fringe exercises (Eng'airo, 2016).Core activities are transformational work 
that makes one of a kind incentive for representatives, clients, and financial specialists. Non-
center exercises are standard routine value-based work effortlessly copied and recreated. This 
point of view distinguishes those center exercises that the association must perform in-house.  
As indicated by the RBV, just those Human Resource (HR) exercises that couldn't meet the 
criteria of deliverability, incomparability, toughness and non-substitutability ought to be 
outsourced. Center capabilities that are natural for the association ought to be distinguished 
supported and held in-house. Externalization can give inward lucidness, by permitting a fixation 
upon center abilities. This implies that the selection of HR activity for outsourcing would be 
contingent upon sustaining the core competences of the organization and in certain 
circumstances; this might preclude a consideration of outsourcing (Woodall, 2009). 
The theory was relevant as it informs leader competence variable that resources and competitive 
environment within the organization is beneficial for acceleration of performance and 
achievement of competitive advantage within the firm and at the same time also helps in 
management of resources effectively. 
2.1.5 Communication accommodation theory  
Communication accommodation theory (CAT) is a theory of communication developed by Giles 
(1991). This theory concerns the behavioral changes that people make to attune their 
communication to their partner, and the extent to which people perceive their partner as 
appropriately attuning to them. This theory is concerned with the links between language, 
context, and identity (Mandell & Pherwani, 2003). It focuses on both the intergroup and 
interpersonal factors that lead to accommodation, as well as the ways that power, macro and 
micro-context concerns affect communication behaviors. 
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Communication accommodation theorists focus on the patterns of convergence and divergence 
of communication behaviors, particularly as they relate to people’s goals for social approval, 
communication efficiency, and identity (Bass & Riggio, 2006). Convergence refers to strategies 
through which individuals adapt to each other's communicative behaviors to reduce these social 
differences. Meanwhile, "divergence" refers to the instances in which individuals accentuate the 
speech and non-verbal differences between themselves and their interlocutors. Sometimes when 
individuals try to engage in convergence they can also end up over-accommodating, and despite 
their good intentions their convergence can be seen as condescending.  
This theory is relevant to this study since it informs the communication variable. Since speech is 
a way to express group membership, people adopt convergence or divergence in communication 
to signal a salient group distinctiveness, so as to reinforce a social identity. Communication 
accommodation thus, becomes a tool to emphasize group distinctiveness in a positive way, and 
strengthen the individual's social identity 
2.2 Empirical Literature Review 
2.2.1 Leader Competence and Operational Performance  
According to Rick and William (2016) clarified that team leader competency refers to the 
interaction behavior, it is the behavioral approach that indicate and monitoring the ability to 
managing tasks by influencing others and it is the ability to move and to observe the task in a 
proper way. This competency is a risk taking, and observing the external and the internal 
environment (Laforet, 2011). Some researchers showed that leadership competency appeared in 
a situation that need a hard decision, handling risks, quick response and when accepting changes, 
move positively towards achievements, enhancing knowledge by teaching and motivate 
employees, it can effect employees’ performance and encourage to provide beyond the 
expectations for a good result, by set the required tasks and show the positive returns (Intagliata 
et al, 2010). 
Hawi, Alkhodary, and Hashem (2015) examined the managerial Competencies and 
Organizations Performance. The study explored the link between the managerial competencies 
and the firms’ performance in a sample drawn from 4 big airlines organizations in Jordan. The 
hypothesis was tested over a data set including 62 managers. Results showed that all the 
competencies; leadership, problem solving, strategic competency and the customer focus had a 
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positive relationship with the organizations performance in the airline sectors in Jordan. 
Specifically, Organizations innovation was seen linked to the strategic competency, while client 
focus linked with the organization competitive advantage 
Agha, Alrubaiee, and Jamhour, (2012) conducted a study on the effect of core competence on 
competitive advantage and organizational performance. Finding demonstrates that, while 
competence skill had a solid and positive effect on competitive advantage on organizational 
strategy. Results affirmed the fluctuating significance of competence skill measurements on 
upper hand and hierarchical execution. It likewise found that adaptability had higher effect on 
hierarchical execution than responsiveness. To stay focused and get upper hands, directors can 
attempt to increment hierarchical execution by dealing with each measurement of center 
capability i.e. shared vision; collaboration and strengthening.  
Asree, Zain, and Rizal Razalli, (2010) investigated the influence of leadership competency and 
organizational culture on responsiveness and performance of firms. The approach took the form 
of an empirical analysis of data obtained via a questionnaire survey involving 88 hotels of 
various ratings in Malaysia. The findings indicated that leadership competency and 
organizational culture had had positive associations with responsiveness. In addition, 
responsiveness had a positive association with lodging income. These discoveries inferred that 
initiative competency and authoritative culture are essential components for inns to be receptive 
to their clients, and thus responsiveness to clients would enhance hotel income. 
Leadership competencies are leadership skills and behaviors that contribute to superior 
performance (Sturm, Vera & Crossan, 2017). By using a competency-based approach to 
leadership, organizations can better identify and develop their next generation of leaders. 
Researchers have defined essential leadership competencies and global competencies (Heath, 
Martin & Shahisaman, 2016). However, future business trends and strategy should drive the 
development of new leadership competencies. While some leadership competencies are essential 
to all firms, an organization should also define what leadership attributes are distinctive to the 
particular organization to create competitive advantage (Lee, & Lee, 2015). 
2.2.2 Communication and Operational Performance  
Karamat (2013) examined the impact of organizational leadership on organizational performance 
in D&R Cambric Communication. Both the subjective and quantitative research strategy was 
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utilized as a part of the examination. The outcomes driven from the examination demonstrated 
that there was a solid effect of initiative practices on organizational performance. The conduct of 
the CEO of the D&R Cambric Communication with the workers of the organization was one of 
the real purposes behind the organization's prosperity. Initiative practices were discovered to be 
essential key variables for the development of the organizations in the administration segments. 
The various elements of the marketing communication mix are the major techniques that 
marketers use to communicate with customers as well as other relevant audiences. Kurland 
(2012) defined Integrated Marketing Communication (IMC) as idea of showcasing 
correspondence arranging that join and assess key part of various correspondence train to get the 
lucidity, consistency and more prominent effect. Procedure of delivering and applying the 
diverse correspondence programs and the likelihood to have effect in future after some time, 
general IMC preparation begins with the client and work to decide and characterize the strategies 
and structures to build up the powerful interchanges programs (Kurland, 2012).  
In a study by Tubbs and Moss (2008), it is disclosed that there is a correlation between quality 
communication and total performance within an organization. The absence of effective 
communication obstructs successful organizational performance. In line of this for instance, 
members of an organization are able to share relevant work related issues as well as information, 
which facilitates ideas in creativity and decision-making (Robbins, 2010). Based on this, both 
organizational and individual goals and objectives are attained. 
A study conducted by Cornelissen (2008) reveals that naturally some employees would want to 
keep much distance from their colleagues outside office premises. Their intrinsic attitudes tend to 
create gap to effective communication (Pavel, 2018). Such kind of employees assumes that, 
maintaining official rapport enhances formal work in its decent manner (Hopkins, 2016). 
Arguably, the researcher emphasized that many organizations do focus much on the employee’s 
personal relationships. As part of this, they choose those they can relate well to foster good 
communication in the organization (Cornelissen, 2008). 
2.2.3 Motivation and Operational Performance  
Intellectual stimulation and inspirational motivation were found to enhance the organizational 
performance (Hancott, 2015). Considering that the firms today must perform and meet the 
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contending desires of the partners in a way that is straightforward and moral, it is essential that 
leaders disguise transformational practices as the survival of the organizations may rely upon it.  
Echakara (2011) studied the impact of reward techniques on workers' inspiration and task 
performance in Kenya Commercial Bank, Kisumu Kenya. He observes that reward techniques 
picked by administration really impacted their inspiration and task performance. Additionally, he 
demonstrated that it takes a successful administration to build up a decent reward system that can 
enhance the yield of workers. Reward systems are imperative apparatuses that administration 
viably utilizations to divert worker inspiration in fancied ways. The frameworks look to attract 
individuals to join the organization, keep them coming to work and propel them to perform to 
higher 'levels. 
Wandate (2010) established the performance management in relation to reward and training 
among co-operative insurance company of Kenya Limited Employees in Nairobi. The 
examination discoveries demonstrated that there was no significant distinction in performance 
administration amongst prepared and untrained among worker at Cooperative Insurance 
Company Ltd as every one of the gatherings were dealt with to similar arrangements, for 
example, standard preparing and assessment. The study also found that the highly rewarded 
employees had greater job satisfaction and personal responsibility than the lowly rewarded 
employees at The Cooperative Insurance Company Ltd (Wandate, 2010). This could be 
attributed to the higher salaries and better working stipulations. The study also found that 
employee training and enhanced reward levels lead to improved quality of work and that it 
supported the company's business mission and vision. 
Muchai (2012) studied the performance based compensation practices among commercial banks 
in Kenya. The examination utilized a cross-sectional descriptive review outline. The 
investigation included enlightening measurements and substance examination. Content 
examination was utilized to break down the reactions from the meetings. The examination 
discoveries were that the supervisors differ that on stock possession, workers are remunerated 
with organization stock as an out and out allow. They also agreed that the piece rate system did 
not pay a higher piece rate wage if employees produced more than the standard (Muchai, 2012).  
Onyango, Edwin and Lucas (2012) studied Relationships between rewards of performance in the 
Kenyan hotel industry. He observes that reward techniques picked by administration really 
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impacted their inspiration and task performance. Additionally, he demonstrated that it takes a 
successful administration to build up a decent reward system that can enhance the yield of 
workers. Reward systems are imperative apparatuses that administration viably utilizations to 
divert worker inspiration in fancied ways. The frameworks look to attract individuals to join the 
organization, keep them coming to work and propel them to perform to higher 'levels. 
2.2.4 Individualized Consideration and Operational Performance 
Individualized consideration constitutes creating devotees through training, coaching and 
instructing are the focal pointer of the variable (Kirkbride, 2016). Individualized thought is the 
principal element of transformational style. The individualized thought leader shows high worry 
for their adherents, regards them as people, and becomes acquainted with well about them and 
tunes in to both their worries and thoughts (Kirkbride, 2016). Individualized thought manages 
basic transformational authority practices of regarding people as essential supporters of the 
association. Leaders who utilize this style of authority give due thought for their worker needs 
and mentor them to bring maintainable advancement (Sarros & Santora, 2014). In entirety, a 
leader who gives individual thoughtfulness regarding subordinates, mirror the conduct of 
regarding every worker as an individual and start an enthusiasm for the long haul advancement 
of every representative (Hoffman & Frost, 2016). 
Long (2014) examined the relationship between transformational leadership style and employee 
job satisfaction. An exact investigation was led in a Government Linked Company in Malaysia. 
378 representatives from 6 unique offices were welcome to be the respondents of this 
examination. The quantity of finished overviews which were returned to the analyst was 255. 
This speaks to an arrival rate of 67.46%. Normal for individualized thought was observed to be 
contributed most in work fulfillment. 
Hetland and Sandal (2008) revealed another side of transformational leadership in their study in 
Norway to examine the connection between transformational authority and supporters rating on 
fulfillment, viability and work inspiration and the connection between transformational style and 
identity in five private and open organizations. The outcomes yielded generous support for a 
solid and reliable connection between fulfillment, viability and inspiration. Nevertheless, a 
humble relationship was found between transformational style and identity measures proposing 
that the setting in which administration happens may be a more critical determinant than the 
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pioneers' attributes. This attracts regard for the way that the identity element of pioneers can 
likewise contribute in the example of overcoming adversity. In addition, the impression of the 
pioneer come into see as firmly identified with the part of the later that attracts consideration 
regarding the way that style is a dyadic procedure including the apparent and the later.  
Albloshi and Nawar (2015) explored the current level of hierarchical learning rehearses in a 
SMEs setting in a creating nation, Indonesia. Alongside leadership learning results and 
hierarchical execution, there are five develops in a proposed theoretical model. To address the 
collaborations among the developing’s in the auxiliary model, eight theories setting relationship 
between the five builds were analyzed. After the survey had been pretested, it was disseminated 
online to 1000 proprietor/chiefs and workers of SMEs in Indonesia and yielded 501 usable 
returned polls - a 50 for each penny reaction rate. Examination of the information was done 
utilizing the SPSS factual bundle programming discharge 19 and the Amos Structural Equations 
Modeling bundle discharge 20 to create niggardly substantial and solid builds to gauge 
hierarchical learning and its forerunners leadership culture, transformational style, and 
strengthening and in addition leadership learning results, hierarchical execution.  
The examination uncovered that in an Indonesian setting, leadership culture, transformational 
style and strengthening are legitimate predecessors of hierarchical learning with both of the 
builds having critical associations with hierarchical learning. The greater part of the immediate 
relationship between the developing were observed to be critical and positive in esteem aside 
from the immediate way from transformational style to leadership realizing which was not 
noteworthy (Albloshi & Nawar 2015). Nevertheless, transformational style appeared to impact 
hierarchical learning through both strengthening and leadership culture with the real impact 
being by method for leadership culture. 
The individualized leader shows high concern for their adherents, regards them as people, and 
becomes acquainted with well about them and tunes in to both their worries and thoughts 
(Mokaya, Musau, Wagoki & Karanja, 2013). Individualized thought manages basic 
transformational authority practices of regarding people as essential supporters of the 
association. Leaders who utilize this style of authority give due thought for their worker needs 
and further mentor them to bring maintainable advancement (Wang, Tsai & Tsai, 2014). In 
entirety, a leader who gives individual thoughtfulness regarding subordinates, mirror the conduct 
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of regarding every worker as an individual and start an enthusiasm for the long haul 
advancement of every representative (Hoffman and Frost, 2016). 
2.3 Research Gaps 
Some of the studies reviewed above show the existence of a research gaps (Kigundu, 2015; 
Kiprutto, Wambui & Koome Riungu, 2011; Kuria, Alice & Wanderi, 2016; Mbuthia, Muthoni & 
Muchina, 2016; Mokaya,  Musau, Wagoki & Karanja, 2013; Mukwate Ngui‐ Muchai & Muchai 
Muniu, 2012; Ndolo, 2015; Ngari & Muiruri, 2014; Ng'ethe, 2014; Nzioka & Njuguna, 2017; 
Onyango, Edwin, Ouma, & Lucas, 2012; Owuor, 2009; Séraphin, & Butler, 2013). Prior 
literature suggests that role of leadership is critically important for achieving the operational 
performance of organizations (Boal & Schultz, 2014). In any case, the discoveries of earlier 
investigations about the part of leadership in expanding organizational performance are blended. 
A few investigations (Peterson, Smith, Martorana & Owens 2013) propose that the part of 
initiative is critical for an organization to accomplish an abnormal state of execution. Besides, 
some different studies (Hoffman and Frost, 2016) propose that part of leadership is not very 
essential in accomplishing the leadership strategy. From the reviewed studies, it is evident that 
there is no study that hs focused on the influence of transformational leadership style on the 
organizational performance of star rated hotels in Kenya. Therefore, this study was conducted so 
as bridge on the existing research gap. 
Locally, Kiprutto, Kigio and Riungu (2011) conducted a study on adoption of technology 
focusing on technology as the only driver of performance.  O'Reilly, Caldwell, Chatman, Lapiz 
and Self (2010) did a study on the effects of leaders' alignment on strategy implementation. The 
study was conducted in the context of health care organization physicians and therefore presents 
a contextual gap. Shafie, Baghersalimi and Barghi (2013) investigated the relationship between 
leadership style and performance in the Real Estate Registration in Tehran province. The study 
was conducted in a developed economy thus presenting a contextual gap and geographical gap.  
Zakaria and Taiwo (2013) did a study on the effect of team leader skills and competencies team 
based on the assumption that leadership skills do affect team performance. This study focused on 
leadership as the only driver of performance. It also presents a contextual gap since it was 
conducted in Universiti Teknologi Petronas (UTP).  
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From the above studies, it is evident that there is varied findings from the above studies and no 
particular study has been conducted on transformational leadership style and operational 
performance of hospitality industry in Kenya. Therefore, this current study sought to plug the 
gaps by conducting a study to establish the influence of transformational leadership style on 
operational performance of the star rated hotels in Kenya. 
2.4 Conceptual Framework 
According to Kombo & Tromp (2009), a concept is a conceptual or general thought construed or 
gotten from particular cases. A conceptual framework is an arrangement of wide thoughts and 
standards taken from significant fields of enquiry and used to structure an ensuing introduction. 
An applied conceptual framework is a sensibly created system of interrelationships among 
factors considered the basic piece of the progression of the circumstance being researched. 
Mugenda and Mugenda (2013) characterize a conceptual framework as conjectured demonstrate 
distinguishing the model under examination and the connection between the needy and free 
factors.  
Kothari (2009) characterizes a free factor otherwise called the informative variable is the 
assumed reason for the progressions of the needy variable, while a needy variable alludes to the 
variable which the specialist wishes to clarify. The objective of a conceptual framework is to sort 
and depict ideas significant to the investigation and guide connections among them. Such a 
structure would enable scientists to characterize the idea, delineate research landscape or 
theoretical degree, systematize relations among ideas, and distinguish devices in writing 
(Creswell, 2017). Figure 2.1 is a non-literal portrayal of the factors to be investigated by this 
examination. The conceptual framework is illustrated as shown in figure 2.1. The independent 
variables used were leader competence, communication, motivation and individualized 
consideration while the dependent variable was the operational performance of the star rated 
hotels in Kenya.  
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      Independent Variables                                                    Dependent Variable 
(Transformational Leadership Styles)                (Operational Performance of star rated hotels) 
 
 
 
 
 
 
 
Figure 2.1: Conceptual Framework 
Table 2.1: Operationalization of the Variables 
VARIABLE INDICATORS QUESTIONS 
Leader Competence 
(Independent Variable) 
 Honesty and Integrity 
 Team Builder 
 Vision and Courage 
Section B of the Questionnaire 
Five-point likert scale 
7 statements 
Communication 
(Independent Variable) 
 Inspirational 
 Persuasive 
 Logical and 
Understandable 
Section C of the Questionnaire 
Five-point likert scale 
5 statements 
Motivation 
(Independent Variable) 
 Compensation 
 Reward System 
 Working Environment 
Section D of the Questionnaire 
Five-point likert scale 
7 statements  
Individualized 
Consideration  
(Independent Variable) 
 Mentoring 
 Coaching 
 Quality improvement 
Section E of the Questionnaire 
Five-point likert scale 
5 statements 
Operational Performance 
Dependent Variable 
 Timely delivery  
 Customer Satisfaction 
 Cost Efficiency 
Section F of the Questionnaire 
Five-point likert scale 
5 statements 
 
Leader Competence 
Communication 
 
Motivation 
 
 
 
Operational Performance of the Star 
rated hotels  
 
Individualized Consideration  
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2.5 Chapter Summary  
The above chapter reviewed the various theories that explain the independent and dependent 
variables. The reviewed theories are critiqued for relevance to specific variables. Each of the 
theories informs the variables of the study. The chapter also explored the conceptualization of 
the independent and the dependent variables by analyzing the relationships between the two set 
of variables. The conceptual framework is drawn up from the reviewed literature. In addition, an 
empirical review is conducted where past studies both global and local are reviewed in line with 
the following criteria, title, scope, methodology forming the basis for the critique of literature. It 
is from these critiques that the research gaps both conceptual and contextual are identified. The 
next chapter outlines the methodology that the study adopted in order to achieve the stated 
objectives. 
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CHAPTER THREE 
 RESEARCH METHODOLOGY 
3.0 Introduction 
The chapter presents the methods that were used to analyze the study. This entails the research 
design, the target population, sample and sampling technique, the instruments, data collection 
procedure and presentation and finally the ethical consideration and chapter summary. 
3.1 Research Design 
A research design is the strategy for a study and the plan by which the strategy is to be carried 
out (Cooper & Schindler, 2011). It specifies the methods and procedures for the collection, 
measurement, and analysis of data. Gupta (2012) avers that a research design is the basic plan 
that indicates an overview of the activities that are necessary to execute the research project. 
Kothari (2009) define a research design as a detailed plan on how the research was conducted.  
The research design that was employed in this study is descriptive research design. Descriptive 
design was appropriate as it demonstrate relationships and describe the world as it exists and 
helps answer questions such as “what is” or “what was.” Cooper and Schindler (2011) 
demonstrate that the essential features of descriptive that lies in the objectives. If the research is 
concerned with finding out who, what, where, when, or how much, then the study is descriptive. 
Descriptive studies are those to describe phenomena associated with a subject population or to 
estimate proportions of the population that have certain characteristics.  
Mugenda and Mugenda (2013) indicate that descriptive research designs are conducted to 
establish the extent of a range of issues. They argue that in descriptive designs, variables with 
greater dispersion indicate disparities within the community and provide important clues 
regarding the issues that the investigator should focus on. Orodho (2011) postulates that 
descriptive design is a method of collecting data by interviewing or administering a 
questionnaire to a sample of individuals which can be used when collecting information about 
people’s attitudes, opinions, habits or any other social issues.  
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Descriptive research is a description of the state of affairs as it exists (Orodho and Kombo, 
2011). Sekaran (2011) agrees with Orodho and Kombo (2011) by asserting that descriptive study 
is undertaken in order to ascertain and be able to describe the characteristics of the variables of 
interest in situation. 
3.2 Target Population and Sample Frame 
As per Kombo and Tromp (2011), a population is an all-around characterized set of individuals, 
administrations, components, occasions, group of things or families that are being researched to 
sum up the outcomes. This definition accepted that the population is not homogeneous. Lumley 
(2014) characterizes population as a bigger accumulation of all subjects from where a sample is 
drawn. It alludes a whole group of people, occasions or protests having regular perceptible 
qualities (Mugenda & Mugenda, 2013).  
Cooper and Schindler (2008) observe that a population is the aggregate group of components 
about which one needs to make inductions. Kothari (2009) additionally makes comparative view. 
Target population in insights is the particular population about which data is sought (Gupta, 
2012). Target population is that population which the specialist to sum up comes about 
(Mugenda & Mugenda, 2013). The study population target was about 10,420 employees in star 
rated hotels in Nairobi County (TRA report, 2016). 
Table 3.1: Target Population  
Sector Sector Population Target 
Population(Employees) 
Star Rated Hotels In Nairobi 40 Hotels 10,420 
Source: Ministry of tourism report, (2016) 
3.3 Sample and Sampling Technique  
Orodho and Kombo (2011) observe sample as a limited and set number of people in a population 
to be observed. Kothari (2009) describe a sample as a group of units to make an insight 
observation from. Kombo and Tromp (2011) additionally characterize sample as a limited piece 
of a factual population whose properties are concentrated to pick up data about the entire 
universe. The main reason for choosing a portion of the components in a population is that it 
gives inferences about the whole population.  
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A sample is a subset of a population (Koehler, Snyder, Ord, & Beaumont, 2012). Marczyk, 
Drazek, Pietrowska, Widlak, Polanska and Polanski (2015) characterized a sample as a subset of 
the population to be considered. It is a genuine illustration of the whole population to be 
examined (Konchitchki & O'Leary, 2011). A sample size according to (Mugenda & Mugenda, 
2013) is an individual within the target population that is earmarked to provide data for the 
study. It is the actual number of respondents planned to provide data for the study. 
Since the population is large, the study adopted Yamane (1967) simplified formula to calculate 
the sample size which provided the number of responses that need to be obtained using the 
equation; 
 
Where: 
n = sample size 
N = population size 
e = the level of precision 
1 = Constant 
This formula assumes a degree of variability (i.e. proportion) of 0.5, the level of precision of 5% 
and a confidence level of 95%. 
n   = 10420/ {1+ 10420(0.05)2}      
= 385.21≈ 385 respondents 
n = 385 respondents. 
Sample size=385 Respondents 
Census approach was used to select the 40 senior managers while middle and operation staff was 
apportioned. Simple random sampling was used to select the middle management and operation 
staff. Table 3.1 shows the sample size of the respondent.  A senior manager from each of the 
hotels was given a questionnaire. A middle manager from each of the two and three star rated 
hotels was given a questionnaire while for four and five star rated hotels 2 middle managers were 
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given a questionnaires.  Lastly, 7 operation staff from each of the star rated hotels were given a 
questionnaire to fill. 
Table 3.2: Sample Size 
Population Category Target Population Sample Size 
Senior Management 40 40 
Middle Management 1956 65 
Operation Staff 8424 280 
Total 10,420 385 
 
3.4 Instruments 
A questionnaire is a pre-defined composed arrangement of inquiries to which the respondents 
record the appropriate responses normally inside rather firmly portrayed options. Primary data 
was collected through the administration of the questionnaires. A structured question was used so 
as to capture the opinion of the respondent. Likert-type questions are useful because the 
respondents are not restricted to a common way of answering the questions. The likert scale was 
coded as follows, 1=strongly disagree, 2=Disagree, 3=Neutral, 4=Agree and 5=strongly agree. 
3.5 Pilot Study  
Pilot testing was embraced to guarantee that the information gathered was to empower the 
investigative inquiries to be replied (Saunders & Lewis, 2012). Newing (2011) states that the 
significance of pilot testing can't be overemphasized as there are questions that individuals 
neglect to comprehend or translate in various ways, they can be placed in the survey where they 
don't know where to go next, and there are questions that turn out just not to evoke valuable data. 
Cooper and Schindler (2011) agree that the motivation behind pilot test is to identify 
shortcomings in outline and execution and to give intermediary to information accumulation of a 
likelihood test.  
Sekaran (2011) reinforces that pilot test is necessary for testing the reliability of instruments and 
the validity of a study. Once the questionnaire is pilot tested and amended and the sample 
selected, the questionnaire was then used to collect data in line with (Saunders and Lewis, 2012). 
To check the validity and reliability of the questionnaires in gathering the data required for 
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purposes of the study, a pilot study was carried out. The purpose of pilot testing is to establish 
the accuracy and appropriateness of the research design and instrumentation (Saunders, Lewis & 
Thornhill, 2009). Baker and Powell (2012) states that the span of a pilot sample to be utilized for 
guiding testing fluctuates relying upon time, expenses and common sense, however the same 
would have a tendency to be 5-10. As indicated by Schindler and Cooper (2011) the respondents 
in a pilot test do not need to be measurably chosen when testing the legitimacy and unwavering 
quality of the instruments.  
In this study, data collection instrument that is a questionnaire was tested on 10% of the sample 
of the questionnaires to ensure that it is relevant and effective. This means that 39 questionnaires 
were used for pilot. Pilot testing was tested using questionnaire duly completed by thirty nine 
randomly selected respondents. These respondents were not included in the final study sample in 
order to control for response biasness. 
3.5.1 Validity of Instruments 
Buerger, Kruger and Westermann (2010) defines validity as the goodness of data, relevance, 
richness and accuracy. This study used both construct validity and content validity. For construct 
validity, the questionnaire is divided into several sections to ensure that each section assessed 
information for a specific objective, and also ensured that the same closely ties to the conceptual 
framework for this study (Zikmund, Babin, Carr, & Griffin, 2010). To ensure content validity, 
the questionnaire was subjected to thorough examination by 5 industry experts and the 
supervisor. They were asked to evaluate the statements in the questionnaire for relevance and 
whether they were meaningful, clear and loaded of offensive. Based on the evaluation, the 
instrument was adjusted appropriately before subjecting it to the final data collection exercise. 
Their review comments was used to ensure that content validity is enhanced.  
3.5.2 Reliability of Instruments 
Reliability is the consistency of a set of measurement items (Cronbach, 1951). Baker, Veit and 
Powell (2012) states that the size of a sample to be used for piloting testing varies depending on 
time, costs and practicality, but the same would tend to be 5-10 per cent of the main survey. 
Reliability was tested using questionnaire duly completed by twenty (20) randomly selected 
respondents. These respondents were not be included in the final study sample in order to control 
for response biasness. The researcher did not use the most common internal consistency measure 
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known as Cronbachs Alpha (α) which is generated by SPSS. It indicates the extent to which a set 
of test items can be treated as measuring a single latent variable (Cronbach, 1951). This study 
used the Cronbach's Alpha for the five point Likert scale items. This helps the researcher to 
assess the interval consistency reliability achieved, the cut-off point being 0.7 as proposed by 
(Oncu, & Cakir, 2011). The closer Cronbach’s alpha coefficient is to 1, the higher the internal 
consistency reliability (Sekaran, 2011). A coefficient of 0.7 is recommended for a newly 
developed questionnaire. Table 3.3 shows that the statements of the variables in the 
questionnaire were reliable since all coefficients of the variables were ≥0.7. 
Table 3.3: Instrument Reliability and Validity 
Questionnaire Items No. of Items Coefficients 
Leader Competence  
Communication  
Motivation 
6 
5 
6 
0.968 
0.808 
0.820 
Individualized Consideration 6 0.911 
Operational Performance 6 0.805 
Overall Reliability Coefficient 29 0.8624 
 
3.6 Data collection procedure. 
The data was collected between July and August 2018. Two research assistants, who were 
trained on the subject matter was used to administer the refined questionnaire and helped in data 
entry. The respondents were guided through illustrated answers to ensure that they have a clear 
understanding of the questions and thus respond appropriately. Drop and pick later method of 
data collection was applied to enhance the response rate.  
3.7 Data Analysis and Presentation  
Data analysis is a practice in which raw data is ordered and organized so that useful analysis as 
the process of computation of certain indices or measures along with searching for patterns of 
relationship that exist among the data group. Mugenda and Mugenda (2013) added that the data 
must be cleaned, coded and analyzed so that the researcher is able to make sense of the data. 
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Zikmund, Babin, Carr, and Griffin, (2010) views data analysis as the application of reasoning to 
understand the data that has been gathered with the aim of determining consistent patterns and 
summarizing the relevant details revealed in the investigation. 
In the questionnaire, the researcher has asked questions that will attract both qualitative and 
quantitative data. For the qualitative data emanating from the dichotomous yes or no questions, a 
simple percentage was used and these may lead to descriptive statistics. Responses to the “how” 
questions was put in thematic areas, from which descriptive statistics emerged. To be able to 
make inference from such responses, the researcher intends to consider the various themes 
created together with the literature and develop arguments thereafter which can then be used to 
make conclusions.  
Analysis was done using SPSS software. For the quantitative responses, the researcher used 
inferential analysis to test for existence of significant differences and ANOVA for goodness fit; 
to determine whether the overall model was statistically significant. 
The specific descriptive statistics included percentages and frequencies while the inferential 
statistics included a multiple linear regression model and Pearson correlation. The multiple linear 
regression models was used to measure the relationship between the independent variables and 
the dependent variable that are explained in the model. The regression model helps to explain the 
magnitude and direction of relationship between the variables of the study using coefficients like 
the correlation, coefficient of determination and the level of significance. 
 
Y==β0+β 1X1+ β 2X2+ β 3X3+ β 4X4+ ℮ 
Where:  
Y = Operational Performance  
{β i; i=1,2,3,4} = The coefficients for the various independent variables  
X1 = Leader Competence  
X2 = Communication 
X3 = Motivation  
X4 = Individualized Consideration  
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℮ is the error term that is assumed to be normally distributed with mean zero and constant 
variance. 
3.8 Ethical Considerations 
3.8.1 Confidentiality 
This is a critical limitation since the respondents were not willing to disclose what goes on in the 
institution for fear of being investigated and may refer the researcher to top management for 
clearance which leads to bureaucracy and red tape within the institution. Difficulty to  gain 
access to the necessary documents and files that are considered confidential in the organization; 
the researcher handled this situation by emphasizing and assuring the respondents that the data 
collected will be treated very confidential and only within the scope of the study.  
3.8.2 Uncooperativeness 
The issue of uncooperativeness is another critical issue because some employees may refuse to 
offer information and therefore leaves other questions unanswered. To overcome this, the 
researcher only concentrated on fully answered questions and returned questions for analysis and 
also in the case of new employees the researcher used the employees who have worked for some 
time since they understand the organization very well. 
3.8.3 Privacy 
Some of the employees viewed provision of information regarding their supplier selection as 
breach of their privacy as it would reveal to the competitors their procedures. However, the 
researcher responded to this issue by assuring the respondents that the data collected would be 
used for the research purposes only and getting permission from the management. 
3.8.4 Anonymity 
The researcher received some responses without proper identification. The researcher responded 
to this by only taking the correctly filled questionnaires.  
3.8.5 Voluntary Participation 
Some respondents thought that they would be coerced to fill the questionnaire and that there is 
either a reward for doing so. The researcher explained to the respondents that the questionnaires 
were being filled voluntarily and that no one is forced to fill them. 
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3.9 Chapter Summary  
The chapter highlights the methods used by the researcher to conduct the survey. It highlights the 
population of target, the sample size and the method that was used to analyze the findings. 
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CHAPTER FOUR 
RESEARCH FINDINGS  
4.0 Introduction 
This chapter focused on data analysis, findings and interpretation. Results were presented in 
tables and diagrams. The analyzed data was arranged under themes that reflected the research 
objectives.   
4.1 Response Rate 
The number of questionnaires that were administered to employees in star rated hotels in Nairobi 
County. A total of 356 questionnaires were properly filled and returned. This represented an 
overall successful response rate of 92% as shown on Table 4.1. According to Mugenda and 
Mugenda (2013) and Kothari (2009), a response rate of above 50% is adequate for a descriptive 
study. Babbie (2014) also asserted that return rates of above 50% are acceptable to analyze and 
publish, 60% is good and 70% is very good.  Based on these assertions from renowned scholars, 
92% response rate is very good for the study. Thus, the response rate of 92% under this study 
was very good for study. 
Table 4.1: Response Rate 
Response Frequency Percent 
Returned 356 92% 
Unreturned 29 8% 
Total  385 100% 
 
4.2 Demographic Characteristics 
This section entails the gender, the age, the educational levels, positions and finally the duration 
of work of the respondents.  
4.2.1 Gender of the respondents 
Majority of the respondents were men who represented 56% of the sample while 44% were 
female. This implies that the composition of the employees in star rated hotels in Nairobi County 
are male dominated. 
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Table 4.2: Gender of Respondents 
Response Percent 
Male 56% 
Female 44% 
 
4.2.2 Age of the respondents 
Majority of the respondents who were 41% were between 31-40 years while 31% were between 
41 to 50 years. Below 30 years had 20% while above 51 years had 8%. This implies that majority 
of the employees in star rated hotels in Nairobi County are middle-aged employees.  
 
Figure 4.1: Age of Respondents 
4.2.3 Education level of the respondents 
Results in figure 4.2 show that 49% of the respondents had their level of education being 
university level, 30% had college qualification while 15% had postgraduate qualification. 
Secondary level was smallest at 6%. The outcomes suggest that, the respondents were able to 
comprehend the survey and give substantial reaction since they would be advised to 
understanding as guided by their level of instruction which for this situation majority share 
having university as their education level. 
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Figure 4.2: Level of Education of Respondents 
4.2.4 Position of the Respondents 
Majority of the respondents were in operational staff who represented 44% of the sample while 
39% were in middle management. The top management were 17% of the respondents as shown 
in Table 4.3. This implies that a majority of the employees in star rated hotels in Nairobi County 
are at the operational level. 
Table 4.3: Position of Respondents 
Position Percent 
Top Management 17 
Middle Management 39 
Operational staff 44 
Total 100 
4.2.5 Duration of the respondents 
On the question of the duration being in employment, majority of the respondents 46% have 
been in the employment for 5-10 years, 29% have been in the employment for 1-5 years, 20% 
have been in the employment for over 10 years while 5% have been in employment for a period 
less than 1 year. This implies that majority of the respondents have been in the employment for a 
good period thus they were experienced. 
Secondary 
level
6%
College level
30%
University 
level
49%
Post graduate 
level
15%
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Figure 4.3: Duration of Respondents 
4.3 Descriptive Statistics 
This section presents the descriptive results on leader competence, communication, motivation, 
individualized consideration and operational performance. 
4.3.1 Leader Competence 
The first objective of the study was to establish the influence of leader competence on the 
operational performance of hospitality industry in Kenya. The responses were rated on a five 
Likert scale as presented in Table 4.4.  
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Table 4.4: Leader Competence 
Statement 
Strongly 
Disagree Disagree Neutral Agree 
Strongly 
Agree Mean S.D 
In our organization, the 
management ensures that 
there are proper operations 
in the tourism department. 9.3% 16.9% 0.0% 51.1% 22.8% 3.61 1.26 
 
In our department, the top 
leadership is open to new 
ideas and opinions. 3.4% 18.5% 3.7% 50.3% 24.2% 3.73 1.12 
 
In our organization, the 
management provides wise 
decisions when tackling 
organization challenges 5.1% 16.6% 2.0% 53.7% 22.8% 3.72 1.14 
 
In our organization, the 
management introduces 
better ways of running the 
departmental operations. 9.3% 22.2% 3.7% 48.0% 16.9% 3.41 1.26 
 
In our organization, the 
management empowers 
others through relevant 
training and workshops. 3.4% 13.8% 0.8% 64.6% 17.4% 3.79 1.00 
 
In our organization, the 
management shows 
openness to new ideas and 
fosters organizational 
learning 6.7% 24.2% 1.7% 43.8% 23.6% 3.53 1.27 
Average 
     
3.63 1.17 
 
The respondents were asked whether their organization, the management ensures that there are 
proper operations in the tourism department and a majority of 73.9% (51.1%+22.8%) agreed 
with the statement. On whether our department, the top leadership is open to new ideas and 
opinions, 74.5% agreed with the statement. The respondents were asked if their organization, the 
management provides wise decisions when tackling organization challenges and a majority with 
76.5% agreed with the statement. Further, the respondents were asked if their organization, the 
management introduces better ways of running the departmental operations and a majority with 
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64.9% agreed to the statement.  The respondents were asked whether their organization, the 
management empowers others through relevant training and workshops and a majority with 82% 
agreed to the statement. Finally, the respondents were asked if their organization, the 
management shows openness to new ideas and fosters organizational learning and a majority 
with 67.4% agreed to the statement. 
On a five point scale, the normal mean of the reactions was 3.63 which implies that dominant 
part of the respondents were concurring with a large portion of the statements; responses were 
varied as shown by a standard deviation of 1.17. 
4.3.2 Communication 
The second objective of the study was to determine the effects of communication on the 
operational performance of hospitality industry in Kenya. The responses were rated on a five 
Likert scale as presented in Table 4.5. 
Table 4.5: Communication 
Statement 
Strongly 
Disagree Disagree Neutral Agree 
Strongly 
Agree Mean S.D 
In our organization, there 
is clear communication 
channels 3.4% 15.7% 2.0% 59.0% 19.9% 3.76 1.05 
 
In our organization, the 
feedback is received within 
stipulated time 8.4% 22.5% 0.0% 46.6% 22.5% 3.52 1.29 
 
In our organization, the 
employees use only 
official communication 
channels in our 
organization 9.3% 24.2% 2.5% 47.5% 16.6% 3.38 1.27 
 
In our organization, there 
is good relationship 
between the employees 
and management. 6.7% 23.6% 0.0% 55.9% 13.8% 3.46 1.19 
 
In our organization, 
management encourages 
free expression of ideas. 4.2% 24.4% 0.0% 50.3% 21.1% 3.60 1.19 
Average 
     
3.54 1.20 
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The respondents were asked whether their organization, there is clear communication channels 
and a majority of the respondents with 78.9% agreed to the statement. On whether in their 
organization the feedback is received within stipulated time, 69.1% agreed with the statement. 
The respondents were asked if in their organization, the employees use only official 
communication channels in our organization and a majority with 64.1% agreed with the 
statement. Further, the respondents were asked if their organization, there is good relationship 
between the employees and management and a majority of 69.7% agreed to the statement. 
Finally, the respondents were asked whether their organization, management encourages free 
expression of ideas and a majority of 71.4% agreed. 
On a five point scale, the normal mean of the reactions was 3.54 which implies that dominant 
part of the respondents were concurring with a large portion of the statements; responses were 
varied as shown by a standard deviation of 1.20. 
4.3.3 Motivation 
The third objective of the study was to determine the effects of Motivation on the operational 
performance of hospitality industry in Kenya. The responses were rated on a five Likert scale as 
presented in Table 4.6. 
Table 4.6: Motivation 
Statement 
Strongly 
Disagree Disagree Neutral Agree 
Strongly 
Agree Mean S.D 
I have a sufficient salary 
that has improved my 
ability to work well 4.2% 19.1% 0.8% 50.3% 25.6% 3.74 1.16 
 
Our organization provides 
medical Insurance cover 
benefit to the employees 6.7% 25.3% 1.7% 49.2% 17.1% 3.45 1.23 
 
Our organization provides 
allowances and bonus to 
the employees 5.1% 18.8% 1.7% 53.1% 21.3% 3.67 1.15 
 
Our organization 
appreciates and 
recognizes employees 6.7% 19.4% 1.7% 44.7% 27.5% 3.67 1.25 
 
Our organization provides 4.2% 30.9% 4.2% 48.0% 12.6% 3.34 1.16 
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regular training to the 
employees. 
 
Our organization provides 
a career path for its 
employees. 10.1% 14.3% 2.8% 56.5% 16.3% 3.54 1.21 
Average 
     
3.56 1.19 
 
The respondents were asked whether they have a sufficient salary that has improved the ability to 
work well a majority of the respondents with 75.9% agreed to the statement. The respondents 
were asked if the organization provides medical Insurance cover benefit to the employees and a 
majority of the respondents with 66.3% agreed to the statement. On whether the organization 
provides allowances and bonus to the employees, a majority of the respondents with 74.4% to 
the statements. The respondents were asked whether their organization appreciates and 
recognizes employees and a majority of the respondents agreed with 72.2%. Further, the 
respondents were asked if their organization provides regular training to the employees where a 
majority of 60.6% agreed to the statement. Finally, the respondents were asked whether their 
organization provides a career path for its employees and a majority of the respondents agreed 
with 72.8%. 
On a five point scale, the normal mean of the reactions was 3.56 which implies that dominant 
part of the respondents were concurring with a large portion of the statements; responses were 
varied as shown by a standard deviation of 1.19 
4.3.4 Individualized Consideration 
The fourth objective of the study was to determine the effects of Individualized Consideration on 
the operational performance of hospitality industry in Kenya. The responses were rated on a five 
Likert scale as presented in Table 4.7. 
Table 4.7: Individualized Consideration 
Statement 
Strongly 
Disagree Disagree Neutral Agree 
Strongly 
Agree Mean S.D 
Our organization values 
individual efforts. 2.5% 23.0% 2.0% 55.9% 16.6% 3.61 1.09 
 
Our organization leadership 8.4% 18.8% 7.0% 52.5% 13.2% 3.43 1.18 
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gives personal compliments 
for doing outstanding work. 
 
Our organization provides 
rewards such as praise and 
acknowledgement of effort for 
achievement of specified 
goals. 4.2% 25.6% 0.8% 50.8% 18.5% 3.54 1.18 
 
Our management encourages 
personal attention to 
employees who look neglected 
and lonely. 5.9% 14.3% 3.4% 57.3% 19.1% 3.69 1.11 
 
Our management encourages 
individual risk-taking, 
innovation, freedom and 
uniqueness at work. 5.9% 20.8% 3.7% 44.9% 24.7% 3.62 1.23 
Average 
     
3.58 1.16 
 
The respondents were asked whether their organization values individual efforts and a majority 
of the respondents with 72.5% agreed to the statement. On whether in the organization leadership 
gives personal compliments for doing outstanding work a majority of the respondents with 
65.7% agreed to the statement. The respondents were asked if the organization provides rewards 
such as praise and acknowledgement of effort for achievement of specified goals and a majority 
of the respondents agreed with 69.3%. Further, the respondents were asked if their organization 
management encourages personal attention to employees who look neglected and lonely and 
majority of the respondents with 76.4% agreed to the statement. Finally, the respondents were 
asked whether their organization management encourages individual risk-taking, innovation, 
freedom and uniqueness at work and majority of the respondents agreed with 69.6%. 
On a five point scale, the normal mean of the reactions was 3.58 which implies that dominant 
part of the respondents were concurring with a large portion of the statements; responses were 
varied as shown by a standard deviation of 1.16. 
4.3.5 Operational Performance 
The last objective of the study was to establish the operational performance of hospitality 
industry in Kenya. The responses were rated on a five Likert scale as presented in Table 4.8. 
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Table 4.8: Operational Performance 
Statement 
Strongly 
Disagree Disagree Neutral Agree 
Strongly 
Agree Mean S.D 
Our organization has 
achieved its targets for the 
last five years 5.1% 25.8% 1.7% 40.2% 27.2% 3.59 1.27 
 
The feedback received from 
our customers shows that 
they are satisfied with our 
services 7.6% 23.0% 0.0% 43.0% 26.4% 3.58 1.30 
 
We ensure that we deliver 
our services within the 
expected timeline. 6.7% 19.4% 1.7% 44.7% 27.5% 3.67 1.25 
 
Accurate sale forecasts are 
always projected 4.2% 30.9% 4.2% 48.0% 12.6% 3.34 1.16 
 
We ensure quality services in 
our organization 10.1% 14.3% 2.8% 56.5% 16.3% 3.54 1.21 
 
Mechanisms have been put in 
place to ensure that cost 
efficiency is maintained to 
required standards 5.1% 19.7% 2.8% 47.8% 24.7% 3.67 1.19 
Average 
     
3.57 1.23 
The respondents were asked whether their organization has achieved its targets for the last five 
years and a majority of the respondents with 67.4% agreed to the statement. On whether the 
feedback received from our customers’ shows that they are satisfied with their services, a 
majority of the respondents with 69.4% agreed to the statement. On whether in the organization 
ensured that they deliver services within the expected timeline, a majority of the respondents 
agreed with 72.2% to the statement. Further, the respondents were asked if their organization 
accurate sale forecasts are always projected and a majority of the respondents agreed with a rate 
of 60.6%. The respondents were asked whether they ensure quality services in our organization 
and a majority of the respondents with 72.8% agreed to the statement. Finally, the respondents 
were asked whether mechanisms have been put in place to ensure that cost efficiency is 
maintained to required standards and a majority with 72.5% agreed to the statements. 
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On a five point scale, the normal mean of the reactions was 3.57 which implies that dominant 
part of the respondents were concurring with a large portion of the statements; responses were 
varied as shown by a standard deviation of 1.23. 
4.4 Inferential Statistics 
Inferential analysis was conducted to generate correlation results, model of fitness, and analysis 
of the variance and regression coefficients. 
4.4.1 Correlation Analysis 
Table 4.9 presents the results of the correlation analysis. 
Table 4.9: Correlation Matrix 
    
Operational 
Performance 
Leader 
Competence 
Commu
nication 
Motiva
tion 
Individualized 
Consideration 
Operational 
Performance 
Pearson 
Correlation 1.000 
    
 
Sig. (2-
Tailed) 
     Leader 
Competence 
Pearson 
Correlation .708** 1.000 
   
 
Sig. (2-
Tailed) 0.000 
    
Communication 
Pearson 
Correlation .698** .839** 1.000 
  
 
Sig. (2-
Tailed) 0.000 0.000 
   
Motivation 
Pearson 
Correlation .711** .687** .649** 1.000 
 
 
Sig. (2-
Tailed) 0.000 0.000 0.000 
  Individualized 
Consideration 
Pearson 
Correlation .705** .829** .828** .669** 1.000 
 
Sig. (2-
Tailed) 0.000 0.000 0.000 0.000 
 ** Correlation is significant at the 0.01 level (2-tailed). 
 
The results revealed that leader competence and operational performance of hospitality industry 
is positively and significantly related (r=0.708, p=0.000). The table further indicated that market 
communication and operational performance of hospitality industry are positively and 
significantly related (r=0.698, p=0.000). It was further established that motivation and 
operational performance of hospitality industry was positively and significantly related (r=0.711, 
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p=0.000). Similarly, results showed that Individualized Consideration and operational 
performance of hospitality industry was positively and significantly related (r=0.705, p=0.000). 
This implies that an increase in leader competence, communication, motivation and 
individualized consideration led to an improvement in operational performance of hospitality 
industry. 
4.4.2 Regression Analysis 
The results presented in Table 4.10 present the fitness of model used of the regression model in 
explaining the study phenomena. Leader competence, communication, motivation and 
individualized consideration were found to be satisfactory variables in explaining operational 
performance of hospitality industry. This was supported by coefficient of determination also 
known as the R square of 62.4%. This means that leader competence, communication, 
motivation and individualized consideration explain 62.4% of the variations in the dependent 
variable, which is operational performance of hospitality industry in Kenya. 
This results further means that the model applied to link the relationship of the variables was 
satisfactory. 
Table 4.10: Model Fitness 
Model R R Square 
Adjusted R 
Square 
Std. Error of the 
Estimate 
1 .790a 0.624 0.620 0.368 
a Predictors: (Constant), Individualized Consideration, Motivation, Communication, Leader 
Competence 
 
In statistics, significance testing the p-value indicates the level of relation of the independent 
variable to the dependent variable. If the significance number found were less than the critical 
value also known as the probability value (p) which is statistically set at 0.05, then the 
conclusion would be that the model is significant in explaining the relationship; else, the model 
would be regarded as non-significant( Kothari, 2004) 
Table 4.11 gives the outcomes on the analysis of variance (ANOVA). The outcomes show that 
the general model was statistically significant. Further, the outcomes suggest that the 
independent variables are good indicators of operational performance of hospitality industry. 
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This was supported by an F statistic of 145.67 and the reported p value (0.000) which was less 
than the conventional probability of 0.05 significance level. 
 
Table 4.11: Analysis of Variance (ANOVA) 
  Sum of Squares df Mean Square F Sig. 
Regression 78.906 4 19.726 145.671 .000b 
Residual 47.532 351 0.135 
  Total 126.437 355 
   a Dependent Variable: Operational Performance 
b Predictors: (Constant), Individualized consideration, motivation, communication, leader 
competence 
 
Regression of coefficients results in Table 4.12 shows that leader competence and operational 
performance are positively and significant related (r=0.111, p=0.030). The table further indicated 
that communication and operational performance are positively and significantly related 
(r=0.131, p=0.007). It was further established that motivation and operational performance were 
positively and significantly related (r=0.315, p=0.000). Similarly, results showed that 
individualized consideration and operational performance were positively and significantly 
related (r=0.138, p=0.005). This implies that an increase in leader competence (r=0.111, 
p=0.030), communication (r=0.131, p=0.007), motivation (r=0.315, p=0.000) and individualized 
consideration (r=0.138, p=0.005) led to an improvement in operational performance of 
hospitality industry. 
Table 4.12: Regression of Coefficients 
Variable B Std. Error Beta t Sig. 
(Constant) 1.190 0.103 
 
11.575 0.000 
Leader Competence 0.111 0.051 0.151 2.184 0.030 
Communication 0.131 0.049 0.180 2.691 0.007 
Motivation 0.315 0.040 0.365 7.832 0.000 
Individualized Consideration 0.138 0.049 0.187 2.824 0.005 
A Dependent Variable: Operational Performance 
46 
 
The multiple regression model was laid as below. 
Y= 1.190 + 0.111X1+ 0.131X2+ 0.315X3+ 0.138X4  
 
Where: 
Y = Operational Performance  
X1 = Leader Competence 
X2 = Communication 
X3 = Motivation 
X4 = Individualized Consideration 
4.5 Discussion of the Findings 
A fitness of model was used in the regression model in explaining the study phenomena. Leader 
competence, communication, motivation and individualized consideration were found to be 
satisfactory variables in explaining operational performance of hospitality industry. This was 
supported by coefficient of determination also known as the R square of 62.4%. This means that 
leader competence, communication, motivation and individualized consideration explain 62.4% 
of the variations in the dependent variable, which is operational performance of hospitality 
industry in Kenya. 
The first objective of the study was to establish the influence of leader competence on the 
operational performance of hospitality industry in Kenya. The average mean of the questionnaire 
responses on leader competence was 3.63 which means that majority of the respondents were 
agreeing with most of the statements; however, the answers were varied as shown by a standard 
deviation of 1.17. Regression results revealed that leader competence and operational 
performance are positively and significant related (r=0.111, p=0.030). This was supported by a 
calculated t-statistic of 2.184 that is larger than the critical t-statistic of 1.96. This means that a 
unitary improvement in leader competence leads to an improvement of operational performance 
of hospitality industry by 0.111 units holding other factors constant. 
This finding is consistent with Asree, Zain, and Rizal Razalli, (2010) who investigated the 
influence of leadership competency and organizational culture on responsiveness and 
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performance of firms and established a positive relationship. The findings indicated that 
leadership competency and organizational culture had positive associations with responsiveness. 
In addition, responsiveness had a positive association with lodging income. These discoveries 
inferred that initiative competency and authoritative culture are essential components for inns to 
be receptive to their clients, and thus responsiveness to clients would enhance hotel income. 
The second objective of the study was to establish the influence of communication on the 
operational performance of hospitality industry in Kenya. The average mean of the questionnaire 
responses on communication was 3.54 which means that majority of the respondents were 
agreeing with most of the statements; however, the answers were varied as shown by a standard 
deviation of 1.20. Regression results revealed that communication and operational performance 
are positively and significant related (r=0.131, p=0.007). This was supported by a calculated t-
statistic of 2.691 that is larger than the critical t-statistic of 1.96. This means that a unitary 
improvement in communication leads to an improvement of operational performance of 
hospitality industry by 0.131 units holding other factors constant. 
These findings agree with Kurland (2012) on the study on Cambric Communication who 
established a positive relationship on communication and performance. Effective communication 
outcomes driven from the examination demonstrated that there was a solid effect of initiative 
practices on organizational performance. The idea of showcasing correspondence arranging that 
join and assess key part of various correspondence train to get the lucidity, consistency and more 
prominent effect. Procedure of delivering and applying the diverse correspondence programs and 
the likelihood to have effect in future after some time. 
The third objective of the study was to establish the influence of motivation on the operational 
performance of hospitality industry in Kenya. The average mean of the questionnaire responses 
on motivation was 3.56 which means that majority of the respondents were agreeing with most 
of the statements; however, the answers were varied as shown by a standard deviation of 1.19. 
Regression results revealed that motivation and operational performance are positively and 
significant related (r=0.315, p=0.000). This was supported by a calculated t-statistic of 7.832 that 
is larger than the critical t-statistic of 1.96. This means that a unitary improvement in motivation 
leads to an improvement of operational performance of hospitality industry by 0.315 units 
holding other factors constant 
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These findings are in line with Wandate (2010) who established the performance management in 
relation to motivational reward and training. The study also found that the highly rewarded 
employees had greater job satisfaction and personal responsibility than the lowly rewarded 
employees. This could be attributed to the higher salaries and better working stipulations. The 
study also found that employee training and enhanced reward levels lead to improved quality of 
work and that it supported the company's business mission and vision (Muchai, 2012). 
The fourth objective of the study was to establish the influence of individualized consideration 
on the operational performance of hospitality industry in Kenya. The average mean of the 
questionnaire responses on motivation was 3.58 which means that majority of the respondents 
were agreeing with most of the statements; however, the answers were varied as shown by a 
standard deviation of 1.16. Regression results revealed that motivation and operational 
performance are positively and significant related (r=0.138, p=0.005). This was supported by a 
calculated t-statistic of 2.824 that is larger than the critical t-statistic of 1.96. This means that a 
unitary improvement in individualized consideration leads to an improvement of operational 
performance of hospitality industry by 0.138 units holding other factors constant. 
This is consistent with Kirkbride (2016) who established a positive relationship on individualized 
thought is the principal element of transformational style on performance. The individualized 
thought leader shows high worry for their adherents, regards them as people, and becomes 
acquainted with well about them and tunes in to both their worries and thoughts. The stud also 
agrees with Sarros and Santora (2014) that leaders who utilize this style of authority give due 
thought for their worker needs and mentor them to bring maintainable advancement. In entirety, 
a leader who gives individual thoughtfulness regarding subordinates, mirror the conduct of 
regarding every worker as an individual and start an enthusiasm for the long haul advancement 
of every representative. 
4.6 Limitations of the Study 
Considering the sensitivity of the matters regarding hospitality industry, most of them kept their 
records as confidential. In most hotels, policies have been instituted to treat with strict 
confidentiality access of such information. The researcher therefore encountered challenges in 
securing this vital information from these star rated hotels in Kenya. In addition, the researcher 
was constrained by the fact that the response was dependent on the current/present employees 
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instead of also using the employees who have left the institutions. In addition, due to the fear of 
victimization, the respondents were not willing to share very important information regarding the 
study.  The researcher assured anonymity to encourage the respondents to share their records for 
research purposes only. 
Another limitation is that the study used only four variables, that is, leader competence, 
communication, motivation and individualized consideration variables. There could be other 
variables that were left out that may influence operational performance of star rated hotels, for 
example organizational innovation. Also, the study was limited to star rated hotels which may 
not be a true representation of the hospitality industry. These limitations were mitigated by 
suggesting as one of the areas of further study to include other variables that were left out and 
also study other hotels other than the star rated hotels. 
4.7 Chapter Summary 
This chapter dealt with the presentation and analysis of the data collected organized as per the 
specific objectives of the study presented in Tables and Figures. Descriptive data on 
demographics details of the respondents is provided. The description of variables captured using 
secondary data is also presented. The descriptive statistics and the responses from the 
respondents is also presented in detail. The result of the regression analysis brings out the 
meaning of the data as well as the outcome of the research questions. These findings were 
discussed in chapter 5 in the context of the literature to draw conclusions and recommendations.  
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CHAPTER FIVE 
SUMMARY, RECOMMENDATIONS AND CONCLUSIONS 
5.0 Introduction 
This chapter addressed the summary of the findings, the conclusions and the recommendations. 
This was done according to the objectives of the study.  
5.1 Summary of Findings 
This section provides a summary of the findings from the analysis. This was done according to 
the objectives of the study where analysis was done from the collected. The primary objective of 
the study that was to establish the influence of transformational leadership style on operational 
performance of hospitality industry in Kenya. The author was able to successfully collect data, 
analyses them and draw findings. 
5.1.1 Leader Competence 
The first objective of the study was to establish the influence of leader competence on the 
operational performance of hospitality industry in Kenya. Leader competence was found to be 
satisfactory in explaining operational performance of hospitality industry. Further, results 
showed that leader competence is a good predictor of operational performance of hospitality 
industry. Correlation analysis revealed that leader competence was positively and significantly 
associated to operational performance of hospitality industry. Regression results revealed that 
leader competence and operational performance of hospitality industry are positively and 
significantly related. This means that a unitary improvement in leader competence leads to an 
improvement of operational performance.  
5.1.2 Communication 
The second objective of the study was to establish the influence of communication on the 
operational performance of hospitality industry in Kenya. Communication was found to be 
satisfactory in explaining operational performance of hospitality industry. Further, results 
showed that communication is a good predictor of operational performance of hospitality 
industry. Correlation analysis revealed that communication was positively and significantly 
associated to operational performance of hospitality industry. Regression results revealed that 
communication and operational performance of hospitality industry are positively and 
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significantly related. This means that a unitary improvement in communication leads to an 
improvement of operational performance of hospitality industry.  
5.1.3 Motivation 
The third objective of the study was to establish the influence of motivation on the operational 
performance of hospitality industry in Kenya. Motivation was found to be satisfactory in 
explaining operational performance of hospitality industry. Further, results showed that 
motivation is a good predictor of operational performance of hospitality industry. Correlation 
analysis revealed that motivation was positively and significantly associated to operational 
performance of hospitality industry. Regression results revealed that motivation and operational 
performance of hospitality industry are positively and significantly related. This means that a 
unitary improvement in motivation leads to an improvement of operational performance of 
hospitality industry. 
5.1.4 Individualized Consideration 
The forth objective of the study was to establish the influence of individualized consideration on 
the operational performance of hospitality industry in Kenya. Individualized consideration was 
found to be satisfactory in explaining operational performance of hospitality industry. Further, 
results showed that individualized consideration is a good predictor of operational performance 
of hospitality industry. Correlation analysis revealed that individualized consideration was 
positively and significantly associated to operational performance of hospitality industry. 
Regression results revealed that individualized consideration and operational performance of 
hospitality industry are positively and significantly related. This means that a unitary 
improvement in individualized consideration leads to an improvement of operational 
performance of hospitality industry. 
5.2 Conclusions 
Based on the findings above the study concluded that leader competence, communication, 
motivation, individualized consideration significantly influence the operational performance of 
hospitality industry.  Effective communication system are crucial to the success of organization 
in the hospitality industry. Without feedback from the customer and employees, it is difficult to 
assess the needs of consumers. Motivation is key to keeping performing continuously at the 
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highest standards on how organization motivate their employees to excel at their jobs. This is 
because motivation is inextricably linked to employees’ satisfaction and ensures employees 
consistently excel at their jobs. Motivation is important in the hospitality and tourism industry, 
where employees’ satisfaction and competence are key determinants of service quality.  
Further, the study concluded that the quality of leadership competence attributes to the Success 
in the hospitality industry. Leadership competence is essential in the functioning of the 
hospitality organization. Leader’s vision, values, and behavior should be consistent and focused 
on the future. The leader's qualities must be consistent with those of the staff, and the leader must 
have the capacity to persuade the devotees that she or he knows where the industry is going and 
to engender the dedication of the adherents in getting them there. 
5.3 Recommendations 
The study recommended that the hospitality industry in Kenya to embrace the transformational 
leadership style that include leader competence, communication, motivation, individualized 
consideration. Further, the study recommends for the selection of, and training for, leaders based 
on the types of goal-orientated motivational behavior that constitutes the leadership competence. 
For improved performance and gaining competitive advantages, the delivery of high quality 
services and experiences is a critical success factor to hospitality organizations. Employees’ 
well-being and satisfaction, service quality and customer satisfaction, and high quality 
hospitality experiences are relevant constructs, all of them related to the understanding of the 
role leaders are to perform in the competitive hospitality industry. Employee satisfaction and 
commitment influence tomorrows’ customer satisfaction, loyalty and commitment and, 
ultimately, the organization’s profit and growth. 
Additionally, the hotels need to provide training to their employees, to improve their    
performance and increase the confidence level of employees, also motivating them through 
enhancement of their abilities. The study further recommends that the hotels should  introduce 
communication  mechanism  to  continuously  seek  feedback  from  its  employees  on  their 
assessment of  their quality of work  life.  This can provide good insight for the management to 
enhance the working and physical environment of the workplace to keep the employees satisfied, 
motivated and happy. 
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5.4 Implication for Research 
The study sought to find the effects of leader competence, communication, motivation, and 
individualized consideration on operational performance of hospitality industry. This called for 
the analysis of star rated hotels in Nairobi County only, thus area for further studies could 
consider other hospitality hotels outside Nairobi for purpose of making a comparison of the 
findings with those of the current study. 
The study contributed to the body of knowledge in the following ways; the findings of the study 
will assist the hospitality industry to embrace leader competence, communication, motivation, 
and individualized consideration as the study discovered that the stated factors contributes to 
operational performance. By undertaking the study, transformational leadership styles and 
operational performance was explored. This went a long way in adding past findings value and 
enabled users have information and a deeper understanding of the need for enhancing leader 
competence, communication, motivation, and individualized consideration so as to improve on 
operational performance. It contributed to the body of knowledge and to other researchers, as 
they will be able to appreciate the effects of the stated factors, inspire similar and further 
research in other areas, and contribute to the existing literature on transformational leadership 
styles. 
The study sought to add knowledge into Taylor’s Motivational Theory, Fredrick Herzberg’s Two 
Factor Theory and Resource based view (RBV). This was done by expounding on how the 
theories relate to transformational leadership styles and operational performance. It also 
appraised the gaps left by others especially in Taylor’s Motivational Theory, Fredrick Herzberg’s 
Two Factor Theory and Resource based view (RBV) and their application in operational 
performance in hospitality industry in Kenya. 
5.5 Suggestions for Further Studies 
The study examined effects of leader competence, communication, motivation, and 
individualized consideration on operational performance in star rated hotels.  Therefore, the same 
study can be conducted in other hotels in Kenya. This will be key in comparison of the results 
and identification of more research gaps for future studies. A study can also be carried out to 
reveal effect of transformational leadership styles influencing the operational performance in star 
rated hotels using different variables and in a different time scope.  
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APPENDICES 
Appendix I: Introduction Letter 
Dear Respondent, 
RE: ACADEMIC RESEARCH PROJECT 
I am a Masters student at The Management University of Africa (MUA). I am conducting a 
study titled “Transformational Leadership Style and Operational Performance of Star 
Rated Hotels in Nairobi City County, Kenya”. A questionnaire has been designed and will be 
used to gather relevant information to address the research objectives of the study.  
You are therefore, kindly requested to provide information for the above study. Please note that 
this study is an academic research and the information given will be treated in strict confidence 
and will be used for academic purposes only. 
Your participation will be highly appreciated. 
Yours faithfully, 
 
Abduba Nagele 
 
 
 
 
 
 
 
 
69 
 
Appendix II:  Questionnaire 
This questionnaire is meant to gather information regarding the Influence of transformational 
Leadership factors on Operational Performance of hospitality industry in Kenya. 
CONFIDENTIALITY CLAUSE: 
The responses you provide will be used for academic purposes and will be strictly confidential.  
SECTION A: DEMOGRAPHIC DATA 
i. Gender 
a) Male ( )  
b) Female ( ) 
 
ii. Age 
a) Below 30 Years ( )  
b) 31-40 years ( )  
c) 41-50 years ( )  
d) 51 years & above ( )  
 
iii. Highest level of education 
a) Secondary level ( )  
b) College level ( )  
c) University level ( )  
d) Post graduate level ( )  
 
iv. Position held  
a) Top Management ( ) 
b) Middle Management ( ) 
c) Operational staff ( ) 
 
v. How long have you been working at the organization? 
a) Less than 1 Year ( ) 
b) Between 1 and 5 Years    ( ) 
c) Between 5 and 10 Years  ( ) 
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d) Over 10 Years.                 ( ) 
 
SECTION B: LEADER COMPETENCE  
This section attempts to establish the influence of leader competence on performance of 
employees. 
 
Statement  Strongly 
Dísagree 
1 
Dísagree 
2 
Neutral 
3 
Agree 
4 
Strongly 
Agree 5 
In our organization, the management 
ensures that there is proper operations 
in the tourism department.       
In our department, the top leadership 
is open to new ideas and opinions.      
In our organization, the management 
provides wise decisions when tackling 
organization challenges       
In our organization, the management 
introduces better ways of running the 
departmental operations.      
In our organization, the management 
empowers others through relevant 
training and workshops.      
In our organization, the management 
shows openness to new ideas and 
fosters organizational learning      
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SECTION C: COMMUNICATION  
This section attempts to establish the influence communication on operational performance. 
 
Statement  Strongly 
dísagree 
1 
Dísagr
ee 
2 
Neutral 
3 
Agree 
4 
Strongly 
agree 5 
In our organization, there is clear 
communication channels  
     
In our organization, the feedback is 
received within stipulated time  
     
In our organization, the employees 
use only official communication 
channels in our organization      
In our organization, there is good 
relationship between the employees 
and management.      
In our organization, management 
encourages free expression of 
ideas.      
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SECTION D: MOTIVATION  
This section attempts to establish the influence of motivation on operational performance. 
 
Statement  Strongly 
dísagree 
1 
Dísagree 
2 
Neutral 
3 
Agree 
4 
Strongly 
agree 5 
I have a sufficient salary that has 
improved my ability to work well 
     
Our organization provides medical 
Insurance cover benefit to the 
employees       
Our organization provides allowances 
and bonus to the employees  
     
Our organization appreciates and 
recognises employees 
     
Our organization provides regular 
training to the employees.  
     
Our organization provides a career 
path for its employees. 
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SECTION E: INDIVIDUALIZED CONSIDERATION   
This section attempts to establish the influence Individualized Consideration on operational 
performance of employees. 
 
Statement 
Strongly 
dísagree 
Dísagr
ee 
Moderately 
Agree Agree 
Strongly 
agree 
1 2 
3 
4 5 
Our organization values 
individual efforts.    
 
  
Our organization leadership gives 
personal compliments for doing 
outstanding work.   
 
  
Our organization provides 
rewards such as praise and 
acknowledgement of effort for 
achievement of specified goals.  
  
 
  
Our management encourages 
personal attention to employees 
who look neglected and lonely. 
  
 
  
Our management encourages 
individual risk-taking, innovation, 
freedom and uniqueness at work.   
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SECTION F: OPERATIONAL PERFORMANCE 
This section attempts to assess operational performance of hospitality industry. Use the likert 
scale. The response scale for the questions is as below: 
 
Statement 1 2 3 4 5 
Our organization has achieved its targets 
for the last five years 
     
The feedback received from our 
customers shows that they are satisfied 
with our services 
     
We ensure that we deliver our services 
within the expected timeline.  
     
Accurate sale forecasts are always 
projected  
     
We ensure quality services in our 
organization 
     
Mechanisms have been put in place to ensure 
that cost efficiency is maintained to required 
standards  
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Appendix III: List of Hotels 
 
Source: Tourism Regulatory Authority (2018) 
